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ABSTRACT
This paper analyzes the rapid onset of Robotic process automation (RPA) technolo-
gies in the Czech financial sector between 2015-2020. The development and experience from 
the “hype-and-fear” phase contributed to business process integration and technological 
spillovers are expected in the future. If ICT capabilities are the source of performance differ-
ences, then most likely candidates are inventory and finances business process integration 
and implemented Enterprise Resource Planning and Customer Relationship Management 
systems. The RPA should not be seen only as simple automation but as a complex instrument 
offering a lot of advantages with a focus on benefits for internal and external stakeholders. 
PURPOSE. The goal is to qualitatively analyze the experience with RPA implemen-
tation and quantitatively assess ICT capabilities via analysis of differences between various 
organizational ICT activities and types of companies in the Czech financial sector.
DESIGN/METHODOLOGY/APPROACH. The qualitative case study was 
performed in the bank ČSOB, a.s. in 2019, respondents, owners of processes in the final part 
of automation, were chosen randomly from different departments of the bank. Data for the 
quantitative part comes from the ICT survey (Czech Statistical Office), business performance 
dataset (EMIS) and a case study about ICT capability implementation. Differences are as-
sessed and indirectly interpreted using goodness-of-fit approach.
FINDINGS AND IMPLICATIONS. The results from the RPA case study revealed 
that the Czech financial sector is past the “hype and fear” phase and many companies fo-
cused on their return on investment and are beginning to focus more on other stakeholders. 
According to this development, the requirements and outputs are suggested in the phases of 
RPA implementation. The possible source of profitability performance differences are inte-
grated business processes. 
LIMITATIONS. Financial sector data are anonymized in ICT surveys and the 
measurement of the competitive advantage of ICT capabilities is only indirect. Qualitative 
approach is suggested with focus on technological efficiency measurement using data en-
velopment approach.
ORIGINALITY. This paper provides an understanding of the strong experience in 
RPA in Czech financial sector. Certain initial setbacks in RPA are expected and this paper 
suggest to focus on knowledge management (lessons learned) and other requirements influ-
encing the successful RPA prototyping and implementation process.
101
  (99 - 116)RIC Martin Zelenka, Marek Vokoun    InformatIon and CommunICatIon teChnology CapabIlItIes and busIness...
1. INTRODUCTION
the Information and Communication technology (ICt) capabilities of enter-
prises are key resources for a business’s success. activities like the business process 
Integration (bpI) and robotic process automatization (rpa) allow us to connect sys-
tems, people and information efficiently and in terms of overall business strategy. 
the linkages between enterprise capabilities and business performance are not 
as straightforward as one would expect. the most empirically and theoretically stud-
ied capabilities are marketing capabilities. Kamboj and rahman (2015) reveal a pos-
itive relationship between “doing great” in the marketing capability dimension and 
business performance. however, the relationship between some of the marketing 
capabilities and business performance appears to be negative or interdependent on 
factors from the strategic behavior of enterprises. In the study by Kaleka and morgen 
(2019) feedback loop effects are suggested. some promotional marketing capabili-
ties (new subscriptions, free to try licenses, trial versions, etc.) are expected to have a 
negative effect on profits in the current accounting period and a positive effect in the 
future (Vokoun and píchová, 2020).
there are many marketing capabilities which are based on the “old market-
ing mix” processes (product, price, place, and promotion) and combined with new 
technologies and scientific knowledge. today’s marketing mix requires Industry 
4.0 technologies like the Industrial Internet of things (IIot) and ICt knowledge-
intensive services like automatization and artificial Intelligence (aI). that is why 
we focus on the ICt aspect of business processes, namely the information processes 
in the enterprise information system (eIs, list of processes by annisa, sensuse and 
noprisson, 2017). those processes require ICt skilled labor and management with 
the ability to process data and information especially about customers or clients, 
hardware and software proficiency in general, as well as other business environment 
aspects (intellectual property rights, globalization tendencies, cybersecurity, com-
pliance, etc.). 
the goal of this paper is to analyze the differences in ICt capabilities accord-
ing to the size of the enterprise and sector of the financial industry. We selected four 
types of financial services according to the naCe classification: life and non-life in-
surance, monetary intermediation, auxiliary financial and insurance services, and 
other financial services. the theoretical foundations are based on the resource-
based View theory of information systems (gupta et al., 2018) and dynamics (evo-
lutionary nature) of complex systems (malerba and mcKelvey, 2020). ICt capabili-
ties can directly and dynamically influence business performance and this paper 
explores this relationship. the selected factors of ICt capabilities are state of bpI, 
systems implementation and software development.
the Czech financial sector is a very competitive and innovative industry in com-
parison to other european countries (hes and Jilkova, 2016). Clients (from the pri-
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vate and public sectors) enjoy innovation when it comes to financial services. this 
rapid development in financial technologies (fintech) places high demands on 
process innovation and cost reductions. the market of financial services is changing 
due to the so-called “fintech revolution” (banks granting access for the 3rd parties 
to their system). so, there is great potential for application programming Interfaces 
(apIs), robotic process automation (rpa), artificial Intelligence, the Internet of 
things and distributed ledger technology (dlt).
In the case of rpa, banks are mostly aiming to lower costs when it comes to rou-
tine manual work and to deliver tangible added value to the client (mager, 2019). the 
term robotic process automation most commonly refers to configuring the software 
to do the work previously done by people (lacity and Willcocks, 2016). there are 
predictions that rpa smart solutions can completely replace human workers (Carr, 
2015). If the software cannot completely replace them, then at least free them from 
routine jobs (ford, 2017). public sector regulations can handle the impact of the 
new technologies but these regulations are slow and have a rather ambivalent impact 
(mendling et al., 2018). 
the rpa applications are usually adopted along with machine learning (ml) in-
novations. however, it is not widespread and the rpa applications still need to be-
come “smarter” while we also need processes that can discover incorrect decisions 
which can otherwise remain unnoticed (van der aalst, bichler, heinzl and 2018). the 
rpa skill belongs to a special set of skills and competencies for the digital transfor-
mation of enterprises. It is used in combination with cloud computing, agile program 
management, cybersecurity and business process management (andriole, 2018). 
because data does not allow for the direct assessment of the capability per-
formance relationship, this paper also summarizes the most important knowl-
edge from current academic research and analyzes (semi-structured interviews) 
the rpa potential (as performance influencing ICt capability) in the Czech fi-
nancial sector. this is done by a case study of critical factors for rpa implemen-
tation. this paper not only takes a look at the processes of financial institutions 
but also if rpa can be used in all enterprises in application areas like financial 
management and accounting, It infrastructure maintenance and front-office 
processing. the automation of pharmaceutical safety is currently using artifi-
cial intelligence and rpa to automate the processing of adverse event reports 
(schmider et al., 2019). 
the robotic process automation and business process integration are rarely 
covered as a topic in the Web of science or scopus database. there were around 30 
papers or proceedings currently in both databases at the end of 2019 when we pre-
pared our first case study and there are about 30 new articles at the end of may 2021. 
the most cited paper is about annual returns on investment (roI) of the rpa of rou-
tine back-office processes at telefonica o2 (lacity and Willcocks, 2016). the paper 
gives a great background for those looking to do rpa research. 
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the roI was around 200 % and five “rpa action principles” were suggested 
also by companies operating in different industries. firstly, a controlled experiment 
is suggested to test rpa capabilities. there are certain criteria for determining which 
processes can be automated. for example, processes which are: high-volume, stand-
ardized or strongly rule-based and mature processes. the next suggestion is to bring 
It on board early because of It security and change management policies. people will 
start fearing that rpa technology is going to take their job. therefore, it is necessary 
to communicate the intended effect on jobs early in the rpa project. the last sugges-
tion is to look for more sourcing options, like insourcing (buying licenses) with or 
without consulting services; and outsourcing via rpa, cloud rpa or other business 
process outsourcing (bpo) providers (lacity and Willcocks, 2016).
three lessons for internal rpa adoption are suggested by hallikainen, bekkhus 
and pan (2018). again, the role of the It department is crucial. It needs to be involved 
in the development, testing and production phases of the rpa project. Concerns of 
key employees about losing jobs have to be addressed by managers while employees 
have to feel comfortable when adapting to the change. the last suggestion is to select 
processes that are rules-based and require significant amounts of time and resourc-
es and the improvements have to be measured and evaluated. external rpa adoption 
is more suitable for organizations with hybrid structures. the high level of long-term 
trust between bpo and the enterprise is key for providing value-added to clients.
the rpa is a topic of many conferences and this last part of the literature review 
aims at the most interesting findings. What can be automated and how? anagnoste 
(2018) provides a list of many specific processes and sub-processes in the finance 
sector and supply-chain management. according to the results, chat-bots and in-
telligent optical character recognition will be the source of the rpa boom in other 
industries.
the oCr smart technology can be used in rpa with 90% efficiency in semicon-
ductor manufacturing (lin et al., 2018). rpa development can use the basic prin-
ciples of workflow recording. screen recording and test-driven development are 
used in an agile and efficient way (Cewe, Koch and mertens, 2018). the adoption of 
rpa is not easy because it is not smart enough and cannot be implemented in every 
organization. principles of adoption and the expert process of identifying the most 
suitable for rpa is proposed by bourgouin, leshob and renard (2018). the first step 
is to validate the process eligibility for rpa, then there is an evaluation of the rpa 
potential of the process. the third step is the evaluation of the rpa relevance when 
it comes to the process and the last step is the classification of the process for rpa.
there are leading rpa platforms like uipath studio, automation anywhere 
and blue prism. the first one seems to be the most valuable automation tool on the 
market (Issac, muni and desai, 2018). the manufacturing of defective products is a 
problem that can be solved by rpa implantation even in metal products manufactur-
ing (fominykh et al., 2018). the future of rpa and rpa platforms is introduced by 
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(anagnoste, 2017: 686): “the next ‘big thing’ in rpa is the integration of artificial 
Intelligence solutions so that robots will understand when issues arise and will take 
decision(s) in order to solve it.”.
recent coronavirus pandemics only increased the high demand for automatiza-
tion and digital transformations in the Czech financial sector. there are promising 
knowledge spillovers (ng et al., 2021) between rpa experienced sectors and sectors 
with a high potential like building and construction, smart product-service systems, 
portfolio management, aviation and supply chain. pandemics also increased the 
high demand for the social assistance practices which can be redefined using rpa 
as human-technology hybrid actor social services (ranerup and henriksen, 2020).
2. MATERIALS AND METHODS
We used standard statistical hypotheses testing using χ2 tests (goodness-of-fit) 
to assess possible sources of competitive advantage. the hypotheses are aimed at the 
differences between 4 branches of financial enterprises (table 1.) and variables that 
relate to business process integration, as well as other ICt activities (table 2.). ad-
ditionally, we also tested hypotheses about the differences between the size of the 
enterprise (table 3.) and other variables of interests (table 2.). In case of hypotheses 
testing (table 6. and table 7.), we only allowed for 5% statistical significance level 
(denoted as alpha 5 %** and alpha 1%***).
Table 1.: the frequency of the types of economic activities, based on the Czech statistical office 
data (2015)
Abbr. Type NACE Freq. Percent Cum.
auX auxiliary activities 661-663 120 46.88 46.88







649 56 21.88 85.16
Ins Insurance and reinsurance 651-652 38 14.84 100
Source: authors.
data about ICt activities in 2014 comes from the Czech statistical office (CZso) 
official survey. the latest 2015 ICt dataset for scientific use does not contain all busi-
ness process variables and newer datasets have not been published yet. the ques-
tionnaire contains all kinds of questions regarding the use of ICt (Czech statistical 
office, 2015); however, the financial performance indicators are not included. only 
some of the economic activities (industrial sectors) from the financial sector are 
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analyzed (table 1.). almost half (46.9 %) of the sample is represented by financial 
enterprises that are characterized by activities auxiliary to financial services and in-
surance activities (auX). banks, savings banks and credit unions are represented by 
16.4 % and labeled as monetary intermediation (mon). there are 21.9 % leasing, 
factoring and consumer credit enterprises that are labeled as other financial services 
(oth). the last group is represented by 14.8 % and consists of life and non-life in-
surance and reinsurance enterprises (Ins). 
the statistical summary of variables used in the results section are provided in 
table 2. the variation coefficients of all variables are quite high. there are differenc-
es between companies based on their size (table 3.) and industry type (table 1.). on 
average, almost half of all enterprises have Crm and erp systems. Crm data about 
clients are available to other information systems in 45 % of the enterprises in the 
sample. about 21 % of enterprises develop their sW in-house. the most integrated 
business processes are in finances (54 %) and operations (31 %).
Table 2.: statistical summary of enterprises’ characteristics and variables of interest, based on the 
Czech statistical office data (2015)
Characteristics of enterprises N Mean SD Max
It workers (internal and external) 256 13.7 52.02 549
programmers (internal and external) 256 4.13 16.75 205
In-house sW developers/programmers 
(% of time - development) 256 26.92 37.86 100
number of in-house sW developers 
(non-programmers) 256 4.81 30.76 344
In-house sW developers/non-
programmers
 (% of time - development) 256 12.66 26.7 100
sW in-house development 256 0.21 0.41 1
sW external development 
(outsourcing/cooperation) 256 0.65 0.48 1
erp system implemented 256 0.46 0.5 1
Crm system implemented 256 0.49 0.5 1
Crm data available to other Is 256 0.45 0.5 1
business process integration - 
inventory 256 0.2 0.4 1
business process integration - finances 256 0.54 0.5 1
business process integration - 
operations, services 256 0.31 0.46 1
business process integration - logistics 256 0.24 0.43 1
Source: authors.
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the last variable is used for additional testing between the sizes of enterprises. 
In the data sample, there are only 2 micro-enterprises with 1 or fewer employees. 
the company sizes are well represented given the fact the analysis is in the 4 branch-
es of the financial sector (table 1.) where there are medium-sized to large companies 
(table 3.). unfortunately, the ICt survey does not contain business performance 
variables.
Table 3.: statistical summary of enterprises’ characteristics and variables of interest, based on the 
Czech statistical office data (2015)
Number of 
Employees Freq. Percent Cum.
0 to 9 52 20.31 20.31
10 to 29 74 28.91 49.22
30 to 99 69 26.95 76.17
100 plus 61 23.83 100
Source: authors.
business performance is measured indirectly in a data sample covering the fi-
nancial sector in 2015. the dataset comes from the emIs (2020) database. the sam-
ple covers 218 enterprises from the 4 groups (auX, mon, oth, Ins). It is a compa-
rable sample to the ICt survey because the same enterprises are participating in the 
CZso ICt survey and represents the Czech financial market in those four categories 
well.
Table 4.: statistical summary of 2015 financial performance, based on the emIs data (2020)
Number of 
Employees Freq. Mean Std. Dev. Min Max
profit before 




217 22.29 81.44 -636.36 725.72
Source: authors.
the rpa case study research was performed in the bank Čsob, a.s. In 2019, 
more than 30 processes were automated. to prevent selection bias, respondents 
were chosen randomly from different departments of the bank. the research was 
performed on the owners of fully automated processes or owners of processes in the 
final part of automation (babysitting). the research question was aimed at their ex-
perience with rpa implementation. 
this research covers 13 processes from different units of the bank (retail back-
office, Corporate back-office, hr, Compliance and Credits). the size measured in 
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full-time employees (fte) and maturity level is described in table 5. the maturity of 
the process is measured by the Capability maturity model (mcKay, 2019).
Table 5.: the number of processes in the study.
Maturity/Size <0,5 FTE 0,5-2,0 FTE <2 FTE Total
level 1 - Initial 0 0 0 0
level 2 - 
repeatable 1 0 1 2
level 3 - defined 1 2 1 4
level 4 - 
managed 1 3 1 5
level 5 - 
optimizing 0 1 1 2
total 3 6 4 13
Source: authors.
3. RESULTS
first, we present differences in ICt activities and compare them with the differ-
ences in business performance. In the first case, there are differences between the 
four branches (auxiliary activities, monetary intermediation, other financial service 
activities, except insurance and pension funding and Insurance and reinsurance) 
and ICt capabilities. auxiliary activities were mostly the cause of differences in the 
case of business process integration of inventory activities and the case of the erp 
system. the ratio of in-house and external sW development, bpI of operations and 
logistics were the same in all four branches (table 6.) and were not a distinctive ICt 
capability in the financial sector.
Table 6.: the relationship between economic activity (4 branches) and ICt capabilities
Business process integration, 4 branches Pearson χ2 p-value
business process integration - inventory 10.5 0.015 **
business process integration - finances 9.2 0.026 **
business process integration - operations, services 2.3 0.512
business process integration - logistics 4.3 0.230
erp system implemented 16.0 0.001 ***
Crm system implemented 12.9 0.005 ***
Crm data available to other Is 14.3 0.003 ***
sW in-house development 1.3 0.725
sW external development (outsourcing/cooperation) 0.5 0.917
Source: authors.
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the size was a factor of variability in the case of business process integration 
(inventory and finances), erp system integration and the ratio of in-house sW de-
velopment. the direct relationship between size class (ordinal category) was ob-
served in the case of inventory bpI (from 5% to 20%) and in-house sW development 
(from 11 to 31 %). In other cases, there were no differences (table 7.).
Table 7.: the relationship between the number of employees (size category) and ICt capabilities
Business process integration - inventory Pearson χ2 p-value
business process integration - inventory 19.6 0.000 ***
business process integration - finances 9.4 0.024 **
business process integration - operations, services 3.9 0.274
business process integration - logistics 1.0 0.795
erp system implemented 15.2 0.002 ***
Crm system implemented 2.4 0.498
Crm data available to other Is 1.8 0.606
sW in-house development 6.9 0.076
sW external development 
(outsourcing/cooperation) 0.4 0.941
Source: authors.
business performance was measured using three variables. the financial sec-
tor is specific because there are no traditional sales like in manufacturing or other 
services. the revenues from loans and fees are a poor measure of business perfor-
mance. In the banking sector, a more relevant indicator is the ability to avoid costs, 
generate profit and boost equity (tier 1 capital). that is why these two indicators are 
preferred.
Table 8.: the relationship between the number of employees (size category) and ICt capabilities
Variable Branch Obs. Mean Std. Dev.
Coeff. of 
Var. Min Max
roe (%) mon 39 16.3 29.0 178% -16.6 100.0
roe (%) oth 63 10.3 105.7 1026% -636.4 485.3
roe (%) Ins 28 13.0 35.3 272% -116.0 100.0
roe (%) auX 87 36.6 86.5 236% -111.5 725.7
ebt mon 39 2062.2 4541.7 220% -218.2 17940.0
ebt oth 63 118.5 199.6 168% -78.5 808.3
ebt Ins 29 46.7 100.2 215% -28.0 510.4
ebt auX 87 50.1 78.9 157% -26.3 384.6
Source: authors.
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the variability of all indicators is substantial and variation coefficients (stand-
ard deviation to mean ratio) are too high to allow for the direct comparison of the 
means (table 8.). the ranges of the means (mean plus one standard deviation) are 
substantially different. the highest and lowest profits are generated in the branch of 
monetary intermediation. the range of the mean in case of return on equity is the 
widest in the other and auxiliary activities. however, only in the case of other finan-
cial services, the coefficient of variation indicates a substantive high-risk premium 
(variation) in this industry.
Table 9.: the relationship between the number of employees (size category) and business 
performance





roe (%) 0 to 9 41 24.0 176.0 -636.4 733% 725.7
roe (%) 10 to 29 28 25.7 29.9 -6.1 116% 87.3
roe (%) 30 to 99 66 24.7 36.6 -67.8 148% 180.9
roe (%) 100 plus 76 15.8 28.5 -116.0 180% 100
ebt 0 to 9 41 9.2 20.6 -9.5 224% 84.3
ebt 10 to 29 28 25.0 42.9 -26.3 172% 180.2
ebt 30 to 99 67 67.6 101.3 -37.8 150% 578.8
ebt 100 plus 76 1154.6 3369.8 -218.2 292% 17940.0
Source: authors.
as in previous analysis, the variability of all indicators is substantial and vari-
ation coefficients are too high to allow for the direct comparison of the means (ta-
ble 9.). microenterprises (9 and fewer employees) have the widest ranges of both 
indicators. It indicates a high-risk environment. since the analysis is indirect, we 
can only assume a relationship between the ICt capabilities and those performance 
indicators. If ICt capabilities are the source of performance differences, then most 
likely candidates are inventory and finances business process integration and im-
plemented erp and Crm systems (see table 6. and table 7.). data about financial 
institutions are mostly anonymized or unavailable and research in this field is com-
plicated. the next case study about rpa sheds some light on the interdependence of 
people, data and other dimensions of the information system of the enterprise.
rpa Implementation: a qualitative case study
the interviews were done separately using a semi-structured questionnaire with 
open questions. Questions aimed to cover all phases of the rpa process (1. process 
selection/preparation, 2. automation implementation, 3. business-as-usual work-
ing). the results presented in this paper are based on six interviews with the owners 
of the processes and one control interview with a consultant providing services in the 
area of business architecture in Čsob a.s. and other banks. this control interview 
can eliminate potential bias. 
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the first key finding was that rpa as a method is not a source of main com-
plications in rpa implementation. this conclusion is based on the fact that none of 
the interviews mentioned any trouble connected directly to the rpa itself. there was 
no mention of technical issues nor problems with the development of robotic algo-
rithms and bugs causing a delay, etc. 
a very important finding is that rpa is a lot about changing workers' mindset. 
nearly all respondents mentioned that their workers had feared losing control over 
their processes. this slowed down the whole implementation. also, employees re-
sponsible for granting access to company systems often denied access rights to ro-
bots. the same problem was with setting up new methodology or standards including 
software robots in the process. their results regarding the responsible employees of 
rpa implementation suggest a combination of process skills, communication skills 
and programming skills which are not easy to find on the labor market.
the next finding is connected to the process of maturity. If the maturity of the 
process is low, then the rpa seems to bring more complications than savings. pro-
cess analysis and its optimization are necessary for rpa implementation and cannot 
be omitted. If so, there is probably a high risk of bugs during the implementation. 
the rpa is more complex and should not be seen only as a solution for every routine 
job, unless the process analysis was already done. the maturity of the process also 
influences the meeting of expectations in several fte savings. Immature processes 
saved less fte because more tasks had to stay in the hands of human workers. 
from a more technical point of view, there is an issue of input data quality. soft-
ware robots need precise working interfaces which are not easy to achieve. the robot 
works better in the beginning and at the end of a process. the cooperation of the hu-
man worker and robot in the middle of a process may cause delays or mistakes. on the 
other hand, the output of robots seems to be without mistakes. this could lead to bet-
ter data quality within the company in the future. not only does data quality play a cru-
cial role but also the quality of systems in which the robot operates. the efficiency of 
the robot is dependent on system reaction times. If it is implemented on slow systems 
(or on systems with a long system recovery time) it will not meet the full potential.
Issues connected to the rpa discovered in previous research were very similar 
to our findings. In our case study, we showed that proper process selection is based 
on maturity (lacity, Willcocks, 2016), on rule-based criterion (hallikainen, bekkhus 
and pan, 2018), employees mindset awareness, integration of business processes, 
sharing data and information and It involvement in the rpa targeted process (lacity 
and Willcocks, 2016).
the implementation of rpa can be divided into 4 phases (figure 1.) in each dif-
ferent factor that has an impact on outputs from each phase. factors can be seen also 
as requirements because its quality decides if the rpa project will be successful or 
not. the It departments and ICt workers are essential when it comes to the smooth 
rpa development (lacity and Willcocks 2016; hallikainen, bekkhus and pan, 2018). 
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Figure 1.: the factors influencing the rpa implementation process, our own elaboration based on 
lacity, Willcocks (2016), hallikainen, bekkhus, pan (2018)
Source: authors.
the Czech financial sector is in the second phase of rpa evolution (figure 2.). 
It is important to notice the rpa projects have feedback using lessons learned and 
changes in the local or overall strategy which leads to a correction in the selection 
of a process suitable for rpa within the company. this back-loop can also affect the 
funding of rpa and treating risk. this growth is possible thanks to a recent fintech 
development (hes and Jilkova, 2016).
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Figure 2.: the development of the rpa in the Czech financial sector, our own estimation based on 
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the value taken from this research is in the analysis of the interfaces between 
automated processes and processes done in the traditional way (including human 
workers). It is the first analysis of rpa in the Czech financial sector and it is based 
on a rather old data set (2014) and interview in one of the larger banks in the Czech 
financial sector. further research should focus on critical factors of rpa implemen-
tation and the “organizational culture and human labor impacts”. there is also the 
question of losing knowledge and skills by which human workers may suffer. from 
a technical point of view, the rpa is only a bridge to more sophisticated It innova-
tions. It is expected that aI together with rpa will influence the labor market by in-
creasing productivity in other services as well.
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4. CONCLUSION AND DISCUSSION
there is a strong growth potential for the rpa in the banking sector (naCe 
641). given the development and experience from the “hype-and-fear” phase, tech-
nological spillovers are expected in private sector and thanks to the “bank citizen 
identity” authentications services in the public sector as well. It is given by the high-
est average number of programmers (ICt skilled workers) in comparison to other 
non-It services. 
the level of the business process integration is mostly high or highest in the area 
of inventory, finances, Crm, logistics and operations in the banking sector, insur-
ance, other financial services, while the lowest level of bpI is in the field of auxiliary 
financial services. Integrated business processes in inventory, finances and imple-
mented Crm and erp systems are possible capabilities responsible for differences 
in business performance measured by profit and return on equity.
the quantitative part dealt with indirect indicators and showed differences be-
tween four industry branches and four size categories of enterprises in 2014 in the 
Czech republic. there are differences in ICt processes and other characteristics. 
the share of in-house and extremal sW development is similar in all branches.
the qualitative case study showed remarkably similar results just as in previ-
ous papers (lacity and Willcocks, 2016). the rpa should not be seen only as simple 
automation but as a complex instrument offering a lot of advantages if it operates in a 
precise working and stable company environment. 
the rpa policy implications are summarized in figure 2. and figure 1. our 
suggestions are based on the development in the Czech financial sector where a lot 
of resources were aimed at the development of ICt capabilities including rpa. the 
rpa projects between 2015-2020 are going to be sources of knowledge that are going 
to be utilized in further development of competitive advantage in financial services. 
this knowledge is to some extent transferable to other service sectors of the national 
economy which can make the “hype-and-fear” phase shorter and company learning 
faster.
this study has many limitations given the fact that financial sector data are an-
onymized in ICt surveys. the measurement of the competitive advantage of ICt ca-
pabilities is only indirect. the return on investment of rpa projects can be measured 
only indirectly because the outputs of these projects are intertwined with other com-
pany processes. our suggestion for further research is to assess the technical cost ef-
ficiency in the financial sector between early adopters of rpa and followers.
there are many methodological and reediness-related rpa challenges (syed et 
al., 2020). given the strong experience in rpa in Czech financial sector and expected 
knowledge spillovers, we suggest focusing also on the innovations caused by rpa on 
management structures in private and public sector and the behavior of their em-
ployees and clients.
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